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(57) An automatic call distribution (ACD) system 
(1 00) has a transaction queue for storing data indicating 
the skills and the levels of these skills that are required 
to process the calls at a call center (150). The ACD sys- 
tem also has a skills inventory database (206) for storing 
data indicating the skills and the skill levels of each of 
the agents (152,154,156,158) at the call center (150). 
The skills inventory database (206) also stores data in- 
dicating the preferences and the preference levels of the 
call center management to have specific agents process 
calls with specific skill requirement levels. The ACD sys- 



tem compares the skill levels required by a call with the 
skill levels and/or preference levels of available agents 
and distributes the call to the available agent that has 
the best skill and/or preference match. A match is best 
with respect to skills if the agent is not underqualified to 
process the call and if the agent is the least overqualrfied 
agent. A match is best with respect to preferences if the 
call center management most prefers that the agent 
handle the call. The call center management controls 
whether the ACD system considers skill matches, pref- 
erence matches, or both. 




Printed by Jouve. 75001 PARIS (FR) 



EP 0 740 450 A3 



EUROPEAN SEARCH REPORT 



EP 96 36 2887 



DOCUMENTS CONSIDERED TO BE RELEVANT 



Ctfagory 



CSaHon of djociMMnl wtti indtoation, Mm appropriate , 



RafaVmt 

tootofaw 



ctAasncAnoM of the 

•PPUCATTOH QntCU) 



P.X 



P.X 



HASSLER K W ET AL: 'REVOLUTIONIZING 

OEFINITY CALL CENTERS IN THE 1990S" 

AT ft T TECHNICAL JOURNAL, 

vol. 74, no. 4, 1 July 1995. pages 64-73, 

XP88G517588 

* the whole document * 

EP 8 781 358 A (ROCKWELL INTERNATIONAL 
CORP) 13 March 1996 

* abstract * 



SEARCHED {b*iXa) 



Tha praaant man** raped h» baon Awn up far aA aWra 



THE HAGUE 



» |Whn ll»Mi 

27 July 1998 



Vandevenne, M 



CATEGORY OF CfTED DOCUMENTS 



1 

i 



X: 
Y: 

A:i 
O: 
P: 



Trtfyyor 



3 



